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KY. PUBLIC SERVICE COMMISSION PAGE 1 
INDEX FOR CASE: 99-132 AS OF : 05/28/99 

Complaints - Rates 
OF G. KURT VEALE 

KENTUCKY-AMERICAN WATER COMPANY 

IN THE MATTER OF G. KURT VEALE VS. KENTUCKY-AMERICAN WATER 
COMPANY 

SEQ ENTRY 
NBR DATE REMARKS 

0001 04/19/99 Order to Satisfy or Answer; info due 4/29 

0002 05/18/99 Order directing Veale to notify if complaint resolved or case s/be dismissed. 
MOO01 

MOO02 05/25/99 KURT VEALE FDIC-RESPONSE TO ORDER OF MAY 18,99 CONCERNING COMPLAINT BEING RESOLVED 

04/26/99 KY AMERICAN WATER COLEMAN BUSH-NOTICE OF MR VEALES ACCOUNT HAS BEEN ADJUSTED 



May 23,1999 

Helen C. Helton, Executive Director 
Kentucky Public Service Commission 
730 Schenkel Lane 
P.O.B. 615 
Frankfqrt, KY 40602 

Subject: Case Number 99-132, Order of May 18,1999 

Dear Executive Director Helton, 

ant to the subject Order, I am advising The Commission in writing 
eve that the complaint has been resolved. Recent billings from 

e with the utility’s correspondence to you and me regarding 
meter and baing corrections. At last, allegations of my 

quenchable thirst, compulsive bathing habits or secret car 
usiness have been laid to rest! I also accept the apology of Mr. 

urns, on behalf of KAWC. 

se extend my thanks, to each member of your staff who was involved 
with this matter. Everyone treated me with concern, courtesy and 
professionalism. On one hand, I somewhat regret having to take up the 
Commission’s time and resources with such a relatively minor matter. But 
yet, as a taxpayer and consumer, I am quite pleased that your office was 
there to reign-in a utility company that was wrong and unresponsive. This 
is truly a case where “the little guy” got the backing and support he 
deserved and justice was found. 

My business card is enclosed, if I may assist you or your staff in my official 
capacity, please call on me. 

....................... 



FDIC G. Kipyeale 
Bank t..dminer 

FEDERAL DEPOSIT INSURANCE CORPORATION 

Lexington Field Office 
3175 Custer Drive, Suite 102 

Lexington, KY 40517 

FAX (606) 271-3915 

Regional Office 
5100 Poplar Avenue 

Memphis, Tennessee 38137 
Suite 1900 (606) 273-51 12 

(901) 685-1603 Internet: gveale@fdic.gov 

mailto:gveale@fdic.gov


COMMONWEALTH OF KENTUCKY 
PUBLIC SERVICE COMMISSION 

730 SCHENKEL LANE 
POST OFFICE BOX 61 5 
FRANKFORT, KY. 40602 

(502) 564-3940 

May 18, 1999 

Mr. Coleman Bush 
Kentucky-American Water Company 
2300 Richmond Road 
Lexington, KY. 40502 

G. Kurt Veale 
3516 Windgate Way 
Lexington, KY. 40517 

RE: Case No. 99-132 

We enclose one attested copy of the Commission's Order in 

the above case. 

Sincerely, 

Stephanie Bell 
Secretary of the Commission 

SB/hv 
Enclosure 



COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

G. KURTVEALE ) 
) 

COMPLAINANT 1 

) 
KENTUCKY-AMERICAN WATER COMPANY 1’ 

1 
DEFENDANT 1 

V. ) CASE NO. 99-132 

O R D E R  

On April 7, 1999, G. Kurt Veale (“Complainant”) filed a formal complaint alleging that 

Kentucky-American Water Company (“KAWC”) improperly billed the Complainant for water 

service to his home. On April 19, 1999, the Commission ordered KAWC to satisfy or 

answer the complaint. In a response filed on April 26, 1999, KAWC informed the 

Commission that it had reviewed the Complainant‘s account and adjusted it according to 

its findings. KAWC states that it has informed the Complainant of the adjustment and 

requests that the case be considered closed. The Commission, being sufficiently advised, 

HEREBY ORDERS that within 10 days of the date of this Order, the Complainant shall 

notify the Commission in writing whether he believes the complaint has been resolved. If 

no response is received by the Commission, this complaint shall be dismissed without 

further Order. 



* 
Done at Frankfort, Kentucky, this 18 th  day of May, 1999. 

By the Commission 

ATTEST: 



Kentucky-American Water Company % 
2300 Richmond Road Lexington, Kentucky 40502 4 (606) 269-2386 Fax (606) 268-6327 

April 22, 1999 

Ms. Helen C. Helton, Executive Director 
Kentucky Public Service Commission 
730 Schenkel Lane 
P.O. Box 615 
Frankfort, KY 40602 

Mr. G. Kurt Veale 
3 5 16 Windgate Way 
Lexington, KY 405 17 

Re: Case No. 99-132 

We have completed our investigation of the referenced case and have responded directly 
to the customer as stated in the attached letter by Larry Burns dated April 21, 1999. 

Mr. Veale's account has been adjusted as detailed in the letter and we ask that this case 
be considered closed. 

We certainly apologize to Mr. Veale in not conducting our review of his account in a 
more timely manner. 

Sincerely, 

Coleman Bush 

Cc: Herb Miller 
Larry Burns 
Emma Dailey 

Equal Opportunity Employer 



e e 
Kentucky-American Water  Company 

2300 Richmond Road Lexington, Kentucky 40502 (606) 269-2386 Fax (606) 268-6327 

f- 
I ’  April 2 1 1999 

Mr. G. Kurt Veale 
3 5 16 Windgate Way 
Lexington, KY 405 17 

Re: Public Service Commission Case No: 99-132 

Dear Mr. Veale: 

Thank you for your patience with Kentucky-American Water Company as we have 
investigated your concern regarding the abnormal water usage billed on March 3, 1999. - .- 

We have just completed another review of your account along with your neighbor’s account 
at 3512 Windgate Way. It appears that the meter readings on the two meters that share one 
meter box on the property line were incorrectly applied. This situation was corrected when 
the meter that serves 3 5 12 Windgate Way was changed in February. However we did not 
adjust your reading at that time in order to correct your account. 

Your account has now been corrected and an adjustment has been made to your account as 
follows: 

Billed 
3/3/99 
73.68 
76.12 
4.50 
1.09 
3.74 

159.13 

Adjusted Bill 
4/21/99 

Water 13.05 
Sewer 5.92 
Landfill 4.50 
Withdrawal Fee .10 
Taxes .65 
Total 24.22 

I certainly want to apologize for the confusion in your billing and in the way in which your 
account has been handled since you brought the problem to our attention. I hope future 
contacts with Kentucky-American Water Company will be to your complete satisfaction. 

Sincerely, 

CC: Ms. Helen C. Helton PSC 
Roy Mundy 
Coleman Bush 
Emma Dailey 
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. .. -. . ... .. .. . ... . , . 4 . d  , '. i . . COMMONWEALTH OF KENTUCKY 
PUBLIC SERVICE COMMISSION 

730 SCHENKEL LANE 
POST OFFICE BOX 61 5 
FRANKFORT, KY. 40602 

/...I 
' . . . d , i V  

' I  
..... 

(502) 564-3940 

April 19, 1999 

Roy W. Mundy 
President 
Kemcky-American Water Company 
2300 Richmond Road 
Lexington, KY. 40502 

G. Kurt Veale 
3516 Windgate Way 
Lexington, KY. 40517 

.- . 

!?E: Case No. 99-132 

D D.Gri€fin 

Comments: 
C. Bush D J. Hill 
N. Rowe 

.. . _ _  - .  H. Miller 11 
E. Grubb 
D. Baker 
B. Brown 
P. McConathy 
D. Whitehouse 
D. Braxton 
L. Bridwell 
S. Stockton 
L. Burns 
D. Taylor 
J. Routt 

// 

,a Discard fl,p 

We enclose one attested copy of the Commission's Order in 

the above case. 

Sincerely, 

Stephanie Bell 
Secretary of the Commission 

SB/sa 
Enclosure 



COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

G. KURTVEALE ) 
) 

) 
KENTUCKY-AMERICAN WATER COMPANY ) 

DEFENDANT ) 

COMPLAINANT 
v. CASE NO. 99-132 

_- 
ORDER TO SATISFY OR ANSWER 

Kentucky-American Water Company (“KAWC”) is hereby notified that it has been 

named as defendant in a formal complaint filed on April 7, 1999, a copy of which is 

attached hereto. 

Pursuant to 807 KAR 5:001, Section 12, KAWC is HEREBY ORDERED to satisfy 

the matters complained of or file a written answer to the complaint within 10 days from the 

date of service of this Order. 

Should documents of any kind be filed with the Commission in the course of this 

proceeding, the documents shall also be served on all parties of record. 

Done at Frankfort, Kentucky, this 19th day of A p r i l ,  1999. 

By the Commission 

ATEST: I 



. -  
* I  .( 

0 . . -  

COfvlklONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COilMISSION 

(Your Full Name) 1 

CO I\rl P LA1 NANT 

(Name of Utility) 1 

RECEIVED 
APR 0 7 1999 

PUBLiC SERVICE 
COMMISSION 

DEFENDANT k0JJJ- 
49-135, 

C 0 n/l P L A I N T 

T i e  complaint of 6- &K bw respectfully . shows: - .  
~ (Your Full Name) 

8-K'Ja-r G-6 
(Your Full Name) 

(a) 

CCY 
(Address of Utility) 



Formal Complaint 
Page 2 

r 
\r\fierefore, complainant asks XL FOE TM& 

(Specifically s:att :he relief dlsirtac.) 



... ... ..... ...... ................... ..-.:J -- I _ _  COMMONWEALTH OF KENTUCKY 
PUBLIC SERVICE COMMISSION 

730 SCHENKEL LANE 
POST OFFICE BOX 61 5 
FRANKFORT, KY. 40602 

(502) 564-3940 

April 8 ,  1999 

Roy W. Mundy 
President 

2300 Richmond Road 
Lexington, KY. 40502 

- Kentucky-American Water Company. 

e a 
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N. Rowe 
H. Miller 
E. Grubb 
D. Baker 
B. Brown 
P. McConathy 
D. Whitehouse 
D. Braxton 
L. Bridwell 

Q D. 
0 J . l  
- corn  

S. Stockton 
L. Bums 0 Reh 

0 File D. Taylor 
U 0 Disc 

G. Kurt Veale 
3516 Windgate Way , 

Lexington, KY. 40517 

RE: Case No. 99-132 
KENTUCKY-AMERICAN WATER COMPANY 
(Complaints - Rates) OF G. KURT VEALE 

This letter is to acknowledge receipt of initial application 
in the above case. The application was date-stamped received 
April 7, 1999 and has been assigned Case No. 99-132. In all 
future correspondence or filings in connection with this case, 
please reference the above case number. 

If you need further assistance, please contact my staff at 
502/564-3940. 

Sincerely, 

Stephanie %e%* 
Secretary of the Commission 

SB/jc 



Our customer services representatives tried to explain to Mr. Veale 
that we would be happy to set up payment arrangements with him 
and give him the same amount of time to pay the balance of 
$159.13 approx. 5 months, as it did for us to detect the error. He 
was extremely rude and threatening to our customer service 
representatives and demanded we adjust the entire bill off his 
account. We cannot do that, because the water and sewer were 
actually used. He had requested to speak to me, but unfortunately 
I was in a meeting and could not get back to him in time. 

WORK ORDER SENT OUT TO PULL METER FOR TEST ON 
3/15. METER WILL BE PULLED 3/16 & TESTED 3/17. 

On 3/17’ meter test was completed. Everything tested ok and a 
copy is being faxed to PSC today. 

Received in the mail today Mr Veale’s original water bill and a 
copy of the attached letter saying simply not paying and KAWC 
had better continue supplying him service without further 
payments from him until this matter is resolved. 

- -  
-I 

Check appropriate answers: 
A. Contact customer? Yes- No- How? Phone-Letter-Bot h- 

B. Contact PSC? Yes- No- How? Phone-Letter-Both- 

Final Resolution: Meter test was completed and checked OK. KAWC has tried to allow Mr. 
Vale to set up payment arrangements over next 5 months, but he simply 
does not wish to pay for the service we have provided him. Will wait for 
final response from the PSC. His account has not been placed on hold and 
he will still be eligible for shutoff. 

Result in Formal Complaint? Yes No 



0 

Date Received: 

Date Acknowledged to PSC: 

Customer: 

Address: 

Account Number: 

Telephone Number: 

PSC Agent: 

Received By: 

Nature of Complaint: 

Customer Relations: 

Nature of Complaint: 

Required Followup: 

March 11,1999 

March 11,1999 

Kurt G. Veale 

3516 Wind Gate way, Lexington, KY 40517 

380-01361358-03 0 Service Number: 068088-OB 

606-272-3424 (Home) 
606-273-5112 (Work) 

. . . . . . . . - >  . .  --  J. R Johnson .- - ._ - 
Emma Dailey 

Billing (High Bill Consumption) 

Give Conflicting Information 
Utility Information for KAWC 

Received a bill for $159.70 (W-$73.63 - S-$76.12 - 28 days 1/29 - 
2/26). Has been told conflicting stories the reason for the high bill. 
Meter not read since Sept. Meter not working. Meter working OK, 
but data input incorrectly. Last bill was $11.57. Does not 
understand how the bill could get to be so high and KAWC will not 
listen to a reasonable solution. 

After researching this complaint, this is an explanation of what 
transpired. We found that customer has not been billed for sewer 
and water since October, 1998, and has only been billed for 
monthly meter charge. 

On 9/30/98, the actual meter reading was 586 ccf. The reason for 
the confusion is because the lO/3O bill, (which was an estimated 
bill) had a reading of 588ccf. In addition, the 11/30,12/31& 
1/29/99, also showed an actual read of 588ccf, which is obviously an 
error. This was not detected in our billing edits. However, if you 
take the reading of 586 ccf on 9/30, from the most current reading 
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated 
bill of 10130, which was paid, and it leaves a balance of 43 ccf still 
due. The 2/26/99, bill showed an actual meter read of 631 ccf. See 
copies of billed history and usage attached. 

On March 3, we sent out an order for an actual read & to check for 
leaks. There were no leaks and the meter read 634 ccf. was done 
on 3110199. This is actual usage from October to current and is a 
correct amount due. Customer spoke to meter reader and was not 
happy & said he would call the office. 



0 0 
Kentucky-A merican Water Company 

2300 Richmond Road Lexington, Kentucky 40502 (606) 269-2386 Fax (606) 268-6327 

TELECOPY TRANSMITTAL SHEET 

FAX NUMBER (606) 268-63 15 
We have a Ricoh Model FAX2700L 

HAND TO: 

FROM: 

Number of pages, including cover: L 
If you have any problems with receiving this fax, please call: 

Phone: Ask for: 

Hard copy mailed: Yes No 

PLEASE DELIVER TO THE ABOVE NAMED PERSON IMMEDIATELY. 

The information contained in this transmission is privileged, confidential and intended only for the use of the 
individual or entity named above. If you have received this communication in error, please notify Kentucky- 
American Water Company immediately by telephone, collect, and return the original message to us at the address 
shown via the U.S. Postal Service. You will be reimbursed for the required postage. Thank you. 

MESSAGE: 

Equal Opportunity Employer 



K E N T U C K  c - A M E R I C A N  W A T E R  C & P A N *  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
METER *** OMice Use Only *** hMR 1 7  1999 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

Customer Name: v Led- G. k d e  Account Number: I %I (3 
Service Address: '5) b b -1 d 9 L k u c b  Service Number: h K  oa-0 8 
Meter Size: ye Make ' J N u m b e r 4 b m  14 Test Scheduled: Date . 3 I 1 T i m e & p q k '  

Required ' 
€isd.us 

Yo of 
GPM Begin End Accuracy Accuracy 

cy Low Flow 77 &3Lt &'lYbS Tbs 90.0%- 10 1 % 

Intermediate Flow & bxm bgcw 102) 98.5%- 101.5% 

Maximum Flow 6 b?Jb '189.4- q.CIt3 98.5%-101.5% 

IF ANY OF THE TESTS ABOVE ARE NOT WIT" THE REQUIRED 
ACCURACY LIMITS THEN FURTHER TESTING IS REQUIRED BELOW. 

Flow Rate % 
of Capacity 

% of 
Readlnrrs 

GPM Begin End Accuracy 

25% 

50% 

15% 

Average of All 3 Tests: 

Less Standard: 100% 

Equals % of Error: Fast Slow 

Before Test Reading: ob3 %b After Test Reading: 9b357S 

Customer Witness? Yes No 

IF PERCENT OF ERROR IS GREATER THAN 2% THEN COMPLETE APPROPRIATE SECTION 
BELOW I 

Length of time error is known to have existed: 

FAST METER basis for refund: 

SLOW METER basis for additional bill: 

Amount of Refund: 

Amount of Additional Bill: 

COMMENTS: 

Copy To: Customer Service Director-Inside Meter Envelope Meter Dept. File 
Customer Service Director-Outside Service File Billing Dept. File 
Customer with Letter PSC Complaint File 



KENTUCKY-AMERICAN WATER COMPANY 

Dear Customer: 

Kentucky Public Service Commission Regulation 807 KAR 5:006, Section 18 states that a 
customer’s request to test a meter must be made in writing. Such request may be made once in a 
twelve (12) month period. You are encouraged to be present at the test which is htld at 
Kentucky-American Water Company’s meter laboratory. 

If the required test results are greater than 2 percent fast or slow, the account will be credited or 
additional billed. The adjustment will be based on the period of time the error is known to have 

. .  - -  existed or twelve (1 2) months, whichever is less. - -c 

If you are not satisfied with Kentucky-American’s meter test results, you may make written 
application to have your meter tested by the Public Service Commission. Such request may not 
be made more frequently than once each twelve (12) months. Application may be made by 
writing: 

Commonwealth of Kentucky 
Public Service Commission 
730 Schenkel Lane 
P.O. Box 615 
Frankfort, KY 40602 

If you desire a meter test by Kentucky-American Water Company, please sign below and return 
this form to our office: 

Kentucky-American Water Company 
2300 Richmond Road 
Lexington, KY 40502 

Telephone Number Date 

I would like to witness the test: Yes No 

(See Reverse for Test Results) 



PUBLIC SERVICE C O M M I S m  
Omplaint Sheet 

Date Received: March 11,1999 

Date Acknowledged to PSC: March 11,1999 

Customer: Kurt G. Veale 

Address: 3516 Wind Gate way, Lexington, KY 40517 

Account Number: 380-01361358-03 0 Service Number: 068088-OB 

Telephone Number: 606-272-3424 (Home) 
606-273-51 12 (Work) 

J. R Johnson -- - PSC Agent: 

Received By: Emma Dailey 

Nature of Complaint: Billing (High Bill Consumption) 

Customer Relations: Give Conflicting Information 
Utility Information for KAWC 

- . . . . . . . . . - . . . . . . .  . . . .  

Nature of Complaint: Received a bill for $159.70 (W-$73.63 - S-$76.12 - 28 days 1/29 - 
2/26). Has been told conflicting stories the reason for the high bill. 
Meter not read since Sept. Meter not working. Meter working OK, 
but data input incorrectly. Last bill was $11.57. Does not 
understand how the bill could get to be so high and KAWC will not 
listen to a reasonable solution. 

Required Followup: After researching this complaint, this is an explanation of what 
transpired. We found that customer has not been billed for sewer 
and water since October, 1998, and has only been billed for 
monthly meter charge. 

On 9/30/98, the actual meter reading was 586 ccf. The reason for 
the confusion is because the 10/30 bill, (which was an estimated 
bill) had a reading of 588ccf. In addition, the 11/30,12/31 & 
1/29/99, also showed an actual read of 588ccf, which is obviously an 
error, This was not detected in our billing edits. However, if you 
take the reading of 586 ccf on 9/30, from the most current reading 
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated 
bill of 10/30, which was paid, and it leaves a balance of 43 ccf still 
due. The 2/26/99, bill showed an actual meter read of 631 ccf. See 
copies of billed history and usage attached. 

On March 3, we sent out an order for an actual read & to check for 
leaks. There were no leaks and the meter read 634 ccf. was done 
on 3/10/99. This is actual usage from October to current and is a 
correct amount due. Customer spoke to meter reader and was not 
happy & said he would call the office. 



Our customer services representatives tried to explain to Mr. Veale 
that we would be happy to set up payment arrangements with him 
and give him the same amount of time to pay the balance of 
$159.13 approx. 5 months, as it did for us to detect the error. He 
was extremely rude and threatening to our customer service 
representatives and demanded we adjust the entire bill off his 
account. We cannot do that, because the water and sewer were 
actually used. He had requested to speak to me, but unfortunately 
I was in a meeting and could not get back to him in time. 

WORK ORDER SENT OUT TO PULL METER FOR TEST ON 
3/15. METER WILL BE PULLED 3/16 & TESTED 3/17. 

On 3/17, meter test was completed. Everything tested ok and a 
copy is being faxed to PSC today. 

Received in the mail today Mr Veale’s original water bill and a 
copy efttte attached letter saying simply not paying and KAWC 
had better continue supplying him service without further 
payments from him until this matter is resolved. 

Check appropriate answers: 
A. Contact customer? Yes- No- How? Phone-Letter-Both- 

B. Contact PSC? Yes- No- How? Phone-Letter-Both- 

Final Resolution: Meter test was completed and checked OK KAWC has tried to allow Mr. 
Vale to set up payment arrangements over next 5 months, but he simply 
does not wish to pay for the service we have provided him. Will wait for 
final response from the PSC. His account has not been placed on hold and 
he will still be eligible for shutoff. 

Result in Formal Complaint? Yes-No- 



- AMERICAN 

2300 RICHMOND ROAD ' 

- LEXINGTON, K Y  40502-1308 

VEALE G KURT 
- 3516 WINDGATE WA 
- LEXINGTON K Y  40517-2028 

9aruic.a address: 

Please return this portion with check 

K AW c money order payable to 

KY-AMERICAN WATER CO. 
P.O. BOX 75159 
BALTIMORE MD 21275-0159 



6. Kurt Veale 35-16 Windgate Way Lexington, Kentucky USA 40517 

Marth i i , iqqq  

- -  
The attached water bill ir grorrly intorrect. You have made mirtaker in the reading of my water meter; the input of 
that data into your computer and/or my water meter ir defective. M I  II YOUR PROBLEM AND MUIT BE (ORRECTED! 
I could not porribly ure 32,250 gallonr of water in a month in my mall two  bedroom, two bath home. I propored a 
rearonable rolution to your mirtake, but your (urtomer Iervite Department in Laington would not cooperate. 

I have referred thir matter to the Kentucky Public Iervite Commirrion Conrumer Hotline ar a (omplaint. My contact 
there ir Jim Johnron. 

You will tontinue my water rervite without further paymentr from me, until thir matter ir rerolved to my 
iatirhction. 

- 



PSC Consumer Complaint Sent: 3/12/99 

Complaint Number: 19990778 Date Complaint Entered: 3/11/99 

Customer Information 
Name : Veale, Kurt G. 

~ 

Address : 3516 Wind Gate Way 

Lexington, KY 40517 

County : Fayette 
Home Phone: (606)272-3424 
Work Phone: (606)273-5112 
Customer can be reached at : Fax : 
Email : 
Complaint Reason : Billing (High bill/consumption) 

Customer Relations : Give Conflicting Information 
Utility Information for Kentucky-American Water Company 

Contact : Emma Dailey 

Fax Number : E-Mail : 

Investigator : JOHNSON 

Acct # 38001 361 358 03 
Received a bill for $159.70(W- $73.63 - S476.12 - 28 days 
1/29 - 2/26) Has been told conflicting stories the reason for 
the high bill. Meter not read since Sept. Meter not working. 
Meter working OK but data input incorrectly. Last bill was $1 1 
67 Does not understand how the bill could get to be so high 
and KAW will not listen to a reasonable solution. 
Explained PSC meter test procedures. 
Customer believes the usage is to much and it should be the 
responisbility responsibility of the utility to test the meter 
without charge. Want to file a formal complaint. 



PUBLIC SERVICE COMMISSION 
Complaint Sheet 

Date Received: March 11,1999 

Date Acknowledged to PSC: March 11,1999 

Customer: Kurt G. Veale 

Address: 3516 Wind Gate way, Lexington, KY 40517 

Account Number: 380-01361358-03 0 Service Number: 068088-OB 

Telephone Number: 606-272-3424 (Home) 
606-273-5112 (Work) 

PSC Agent: _- J. R Johnson 

Received By: Emma Dailey 

Nature of Complaint: Billing (High Bill Consumption) 

Customer Relations: Give Conflicting Information 
Utility Information for KAWC 

Nature of Complaint: Received a bill for $159.70 (W-$73.63 - S-$76.12 - 28 days 1/29 - 
2/26). Has been told conflicting stories the reason for the high bill. 
Meter not read since Sept. Meter not working. Meter working OK, 
but data input incorrectly. Last bill was $11.57. Does not 
understand how the bill could get to be so high and KAWC will not 
listen to a reasonable solution. 

Required Followup: After researching this complaint, this is an explanation of what 
transpired. We found that customer has not been billed for sewer 
and water since October, 1998, and has only been billed for 
monthly meter charge. 

On 9/30/98, the actual meter reading was 586 ccf. The reason for 
the confusion is because the 10/30 bill, (which was an estimated 
bill) had a reading of 588ccf. In addition, the 11/30,12/31 & 
1/29/99, also showed an actual read of 588ccf, which is obviously an 
error. This was not detected in our billing edits. However, if you 
take the reading of 586 ccf on 9/30, from the most current reading 
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated 
bill of 10/30, which was paid, and it leaves a balance of 43 ccf still 
due. The 2/26/99, bill showed an actual meter read of 631 ccf. See 
copies of billed history and usage attached. 

On March 3, we sent out an order for an actual read & to check for 
leaks. There were no leaks and the meter read 634 ccf. was done 
on 3/10/99. This is actual usage from October to current and is a 
correct amount due. Customer spoke to meter reader and was not 
happy & said he would call the office. 



Our customer services representatives tried to explain to Mr. Veale 
that we would be happy to set up payment arrangements with him 
and give him the same amount of time to pay the balance of 
$159.13 approx. 5 months, as it did for us to detect the error. He 
was extremely rude and threatening to our customer service 
representatives and demanded we adjust the entire bill off his 
account. We cannot do that, because the water and sewer were 
actually used. He had requested to speak to me, but unfortunately 
I was in a meeting and could not get back to him in time. 

Check appropriate answers: 
A. Contact customer? Yes- No- How? Phone-Letter-Both- 

B. Contact PSC? Yes- No- How? Phone-Letter-Both- 

Final Resolution: 

Result in Formal Complaint? Yes No 



jrjohnson@rnail.state.ky.us on 0311 1 /99 10:35:40 AM 

To: Emma Dailey/KAWC/AWWSC, Lee VesciolKAWClAWWSC 
cc: 

Subject: Veale 778 

ccclairnernail.txt>> 



PSC Consumer Complaint . Sent: 3/11/99 

Complaint Number: 19990778 Date Complaint Entered: 311 1/99 

Customer Information 
Name : Veale, Kurt G. 

Address : 3516 Wind Gate Way 

Lexington, KY 4051 7 

County : Fayette 
Home Phone: (606)272-3424 
Work Phone: (606)273-5112 
Customer can be reached at : Fax : 
Email : 
Complaint Reason : Billing (High bill/consumption) 

Customer Relations : Give Conflicting Information 
Utility Information for Kentucky-American Water Company 

Contact : Emma Dailey 

Fax Number : E-Mail : 

Investigator : JOHNSON 

Acct # 38001361 358 03 
Received a bill for $159.70(W- $73.63 - S-$76.12 - 28 days 
1/29 - 2/26) Has been told conflicting stories the reason for 
the high bill. Meter not read since Sept. Meter not working. 
Meter working OK but data input incorrectly. Last bill was $1 1. 
67 Does not understand how the bill could get to be so high 
and KAW will not listen to a reasonable solution. 



DATE DESC 
03/03799 003 
02/18/99 110 
02/03/99 003 
01/19/99 110 
01/06/99 003 
12/28/98 110 
12/03/98 003 
11/18/98 110 
11/04/98 003 
10/15/98 110 
10/05/98 003 
09/11/98 110 
09/03/98 003 
08/12/98 110 

INFO7L 
03/11/99 d 380 01361358-03 0 

VEALE G KURT ACCOUNT STATUS - A IVE 
3516 WINDGATE WA ON / OFF DATE - 05/20/97 
FAYETTE COUNTY 0311-0740 REVENUE CLASS - RES. 
PENDING ORDERS - EXECUTED - NOT UPDATED 
BILL DATE 03/03/99 SERVICE NUMBER - 068088-OB 

0 *** A-S RECEIVABLE INQUIRY *** 

SERVICE CLASS - MONTHLY WATER 

BATCH WAm SEWER KYSALES COUNTY FRANCEISEKYSALES WITHDRAWL LANDFILL TRANS 
- USAGE AmuNT "T TXWAm TAX FEE TXSEWER FEE CHARGE BALANCE 

43 73,68 76.12 0.00 2.24 1 .50  0.00 1.09 4.50 1 5 9 . 1 3  1 5 9 . 1 3  
48 7.17- 0.00 

0 6.83 0.00 
45 7.17- 0.00 

0 6.83 0.00 
31 7.17- 0.00 

0 6 .83 0.00 
32 10.44- 2.96- 

2 9.94 2.96 
38 18.61- 5.92- 

7 17 .71  5.92 
34 10.44- 2,96- 

2 -  -9.94 2.96 
39 18.61- 5.92- 

0.00 0.00 0.00 
0.00 0.20 0.14 
0,OO 0.00 0.00 
0.00 0.20 0,14 
0 .00  0.00 0.00 
0.00 0.20 0.14 
0.00 0.00 0.00 
0.00 0.30 0.20 
0.00 0.00 0.00 
0.00 0.54 0.36 
0.00 0.00 0.00 
0.00 0.30 0.20 
0.00 0.00 0-00 

0.00 0.00 4.50- 
0.00 0.00 4.50 
0.00 0,OO 4.50- 
0.00 0.00 4.50 
0.00 0.00 4.50- 
0 .00 0.00 4.50 
0.00 0.05- 4.50- 
0.00 0.05 4.50 
0.00 0.18- 4.50- 
0.00 0 ,18  4.50 
0.00 - 0 . 0 5 -  4.50- 
0.00 0.05 4.50 
0.00 0.18- 4.50- 

11.67- 0.00 
11.67 11.67 
11.67- 0.00 
11.67 11-67  
11.67- 0.00 
11.67 11.67 
17.95- 0 .00  
17.95 17.95 . 
29.21- 0.00 
29.21 29.21 
17.95- 0.00 
17.95 17;95 
29.21- 0.00 

W-1 CANCEL JOB 
m-2 MORE RECORDS 0-11 DISPUTES 

m-3 PREVIOUS SCREW 
HELP - HELP 



380 KENTUCKY-AMERICAN W!l'ER CO. INF03B 
03/11/99 a USAGE HISTORY INQUIRY *** 

ACCOUNT STATUS CTIVE 
ON / OFF DATE - 05/20/97 

380 01361358-03 0 *** OF"" 
VEALE G KURT 
3516 WINDGATE WA REVENUE CLASS - RES. 
FAYETTE COUNTY 0311-0740 SERVICE CLRSS - MONTHLY WATER 
PENDING ORDERS - EXECUTED - NOT UPDATED SERVICE NUMBER - 068088-08 R 

TRAN NO. BILL READ ADJ REAS NO. CUBIC FEET/ SEASONAL ACTE 
ReAD DATE CODE DAYS CODE CODE READING INDCODEPER GALLONCODE USAGE USAGE E'EEV AMOUNT 
02/26/99 CB 28 REGULAR BILL 631 100 CUBIC FEE 43 43 1 154.63 
01/29/99 CB 29 REGULAR BILL 588 100 CUBIC FEE 0 
12/31/98 
11/30/98 
10/30/98 
09/30/98 
08/31/98 
08/03/98 
07/01/98 
06/01/98 
05/01/98 
04/01/98 
03/02/98 
02/02/98 

CB 31 REGULAR BILL 
CB 31 REGULAR BILL 
CB 30 ESTIMATE BILL ER 
CB 30 REGULAR BILL 
CB 28 ESTIMATE BILL ER 
CB 33 REGULAR BILL 
CB 30 REGULAR B I L L  
CB 31 REGULAR BILL 
CB 30 REGULAR BILL 
CB 30 REGULARBILJ 

CB 33 REGULAR BILL 
CB 28 ESTIMATE BILL ER 

W-1 CANCEL JOB 
CMD-3 PREVIOUS SCREEN 

588 
588 
588 
586 
579 
577 
57 0 
545 
540 
537 
531 
528 

100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 
100 CUBIC FEE 

0 
0 
2 
7 
2 
7 

25 
5 
3 
6 

..3 
5 

Q4D-2 PAGE AHEAO TO ADDITIONAL INIVPMTION 
HELP - HELP 

1 
1 
1 

2 1  
4 1  
2 1  
4 1  
4 1  
4 1  
3 1  
6 1  
3 1 .  
5 1  

7.17 
7.17 
7.17 

13.45 
24.71 
13.45 
24.71 
54.57 
21.38 
16.59 
26.65 
16 .59- -  .... 

23.18 



'380 01361358 03 0 

CUSTCMER INQUIRY LOG INQUIRY INF24A 

ACCOUNT STATUS - 
rrarrvcKn-AMeRIcAii WATER co. * 

VEALE G KURT ON / OFF DATE - 05/20/97 
3516 WINDGATE WA REVENUE CLASS - RES, 
FAY ETTE COUNTY 0311-0740 SERVICE CLASS - MONTHLY WATER 
LEXINGTON KY 40517 SERVICE NUMBER - 068088-OB 

DATE TIME CODE TYPE VIA USER ID 
03/11/99 08:49:12 98 I P ASHBYB 
COMMENTS: TOLD CUST I WOULD HAVE EMMA CALL 

03/11/99 08:48:37 99 I STONESJ 
COMMENTS: 

03/11/99 08:46:23 54 I P STONESJ 
COMMENTS: CLD CUST W/RESULTS, EXTREMELY RUDE, THREATENING, WANTED ME TO ADJ BILL DOWN TO AVG, TOLD HIM I COULD 

N'T Do THAT, WANTED SUPV, HAD BECKY (IC) CALL HIM BACK. , , . .  
- -  - I .  1 .  

03/08/99 08:19:25 03 I P STONESJ 
COMMENTS: SENT P2O TO CHK RDG & CHK FOR LEAKS 

CMD1-CANCEL CMD2-NEXT SCREEN CMD3-PREVIOUS SCREEN CMDS-NEXT TENANT 



xs- 3516 WINDGATE W A  
1 2 ,/ 0 <j ,/ i j  i j  &ii~/fpm 

A.M P.M. 

NEW SERVlCE REV CLASS RES - ( 6 0 6 )  273-5112 

SPECIAL MElER READING INSTRUCTIONS (1 ST 20 POSITIONS) SPECIAL METER READING INSTRUCTIONS (2ND 20 POSITIONS) 

cu Fr 

NO. OF PEOPLE 
IN PREMISES TALKED TO 

LANDLORD ARE 1 AND 10 Is SEAL 
BROKEN FOOT DIALS OPERATING THIRD PARTY AGREEMENT HOT WATER I VACANT HOW 

YES NO YES NO YES NO YES NO YES NO u\s ELEC 



PSC Consumer Complaint Sent: 311 1/99 

Complaint Number: 19990778 Date Complaint Entered: 3/11/99 

Customer Information 
Name : Veale, Kurt G. 

Address : 3516 Wind Gate Way 

Lexington, KY 40517 
.~ - 

.- - 
County : Fayette 

Home Phone: (606)272-3424 
Work Phone: (606)273-5112 
Customer can be reached at : Fax : 
Email : 
Complaint Reason : Billing (High bWconsumption) 

Customer Relations : Give Conflicting Information 
Utility Information for Kentucky-American Water Company 

Contact : Emma Oailey 

Fax Number : E-Mail : 

Investigator : JOHNSON 

Acct # 38001361 358 03 
Received a bill for $1 59.70(W- $73.63 - S-$76.12 - 28 days 
1/29 - 2/26) Has been told conflicting stories the reason for 
the high bill. Meter not read since Sept. Meter not working. 
Meter working OK but data input incorrectly. Last bill was $1 1. 
67 Does not understand how the bill could get to be so high 
and KAW will not listen to a reasonable solution. 



C O M M O N W E A L T H  OF KENTUCKY 
PUBLIC SERVICE COMMISSION 

730 SCHENKEL LANE 
POST OFFICE BOX 61 5 

FRANKFORT, KY. 40602 
(502) 564-3940 

April 19 ,  1 9 9 9  

Roy W. Mundy 
President 
Kentucky-American Water Company 
2300  Richmond Road 
Lexington, KY. 40502  

G. Kurt Veale 
3516 Windgate Way 
Lexington, KY. 40517 

RE: Case No. 99-132  

We enclose one attested copy of the Commission’s Order in 

the above case. 

Sincerely, 

Stephanie Bell 
Secretary of the Commission 

SB/sa 
Enclosure 



COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

G. KURTVEALE ) 
) 

COMPLAINANT 1 

1 
KENTUCKY-AMERICAN WATER COMPANY ) 

1 
DEFENDANT 1 

v. 1 CASE NO. 99-132 

ORDER TO SATISFY OR ANSWER 

Kentucky-American Water Company (“KAWC”) is hereby notified that it has been 

I named as defendant in a formal complaint filed on April 7, 1999, a copy of which is 

attached hereto. 

Pursuant to 807 KAR 5001, Section 12, KAWC is HEREBY ORDERED to satisfy 

the matters complained of or file a written answer to the complaint within 10 days from the 

date of service of this Order. 

Should documents of any kind be filed with the Commission in the course of this 

proceeding, the documents shall also be served on all parties of record. 

Done at Frankfort, Kentucky, this 19 th  day o f  April ,  1999. 

By the Commission 

ATEST: L 



e 

COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

(Your Full Name) 

CO h1 P LA1 NANT 

I 

(Name of Utility) 1 

- 
, ., - - .  . 

RECEIVED 
APR 0 7 1999 

PUBLIC SERVICE' 
COMMISSION 

DEFENDANT 

C 0 hl P L A I N T 

The complaint of 6- dm b w  respectfully shows: 
(Your Full Name) 

- 
(Your Full Name) 

(Your Addrtss) 8 

dEdTVCG'( I L c J L C d  d m R  
(Name of Utility) 

CY 
(Address of Utifity) 

That: 
(Describe here, using additional sSeets if necessar!, the 

specific act, fully and &arty, or facts that ar2 the reasm and bass 



Dated at LE$f u g d  , Kantucky, this 5 % a y  of 
(Y sur City) w .  19 44  . 

(Name and Addrzss of Artcmey. ii arry.) 

G. KUST V 2 1 E  
351 6 W ,‘NOGA TE kV.4 b 
LEXlNGTON, KY W 7  



COMMONWEALTH OF KENTUCKY 
PUBLIC SERVICE COMMISSION 

730 SCHENKEL LANE 
POST OFFICE BOX 61 5 
FRANKFORT, KY. 40602 

(502) 564-3940 

April 8 ,  1999  

Roy W. Mundy 
President 
Kentucky-American Water Company 
-2300 Richmond Road 
Lexington, KY. 40502 

G. Kurt Veale 
3516 Windgate Way 
Lexington, KY. 40517 

RE: Case No. 99-132  
KENTUCKY-AMERICAN WATER COMPANY 
(Complaints - Rates) OF G. KURT VEALE 

This letter is to acknowledge receipt of initial application 
in the above case. The application was date-stamped received 
April 7, 1999  and has been assigned Case No. 99-132 .  In all 
future correspondence or filings in connection with this case, 
please reference the above case number. 

If you need further assistance, please contact my staff at 
502 /564-3940 .  

Sincerely, 

Stephanie qe** 
Secketary of the Commission 

SB/jc 



COMMONWEALTH OF KENTUCKY 

BEFORE THE PUBLIC SERVICE COMMISSION 

In the Matter of: 

(Your Full Name) 

COMPLAINANT APR 0 7 1999 

C O M P L A I N T  

T h e  complaint of 6- fd respectfully shows:  
(Your Full Name) 

(Name of Utility) 

LclCcd167-8h) ' K'/ 
(Address of Utihy) 

(Describe here, using additional sheets if necessary, the 

L d w  5&R2/c. ,F,  DOE Ti7 /N&?&ME4JTe 
specific act, fully and ci'barly, or facts that are the reason and basis 



Dated at M g d  , Kentucky, this 5*day of 
(Your City) 

19 ?? . 
(Month) 

(Name and Address of Attorney, if any.) 



PSC Consumer Inquiry syste() 4/7/99 

Complaint nbr: 199900778 Entry Date: 3/11/99 Closed Date: Type Contact: Hotline 

Name: Veale, Kurt G. Utility: Kentucky-American Water Company 

Address: 3516 Wind Gate Way Utility Nbr: 15800 

Utility Type: Investor-Owned Water Companies 

Lexington KY 4051 7 Complaint Reasons: Billing (High bilkonsumption) 

County: Fayette (none) ((none)) 

Home: 606-272-3424 Work: 606-273-51 12 Complaint referred by: 

Fax: CBR Nbr: 

EMAIL: 

Contacted Utility? p1 Spoke with: customer service Customer Relations: Give Conflicting lnformatio 

Utility Contact: Emma Dailey Utility Contact's Telephone: 606-335-3406 

Preliminary Description: Other Contacts: 

Bill not calculated correctly 

Processor Name: JOHNSON 

SeeFile Case Related 0 Staff Referral c] Confidential Customer Yes 0 
Infoonly Formal Forms Refto Uti1 pl Satisfied? No 0 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

PSC Narratives: 
Date: 311 1/99 10:30:49 

Investigator: JOHNSON 

Acct # 38001361 358 03 
Received a bill for $159.70(W- $73.63 - S476.12 - 28 daw 1/29 - 2/26) Has been told 
conflicting stories the reason for the high bill. Meter not read since Sept: Meter not 
working. Meter working OK but data input incorrectly. Last bill was $1 1.67 Does not 
understand how the bill could get to be so high and KAW will not listen to a reasonable 
solution. 
Explained PSC meter test procedures. 
Customer believes the usage is to much and it should be the responisbility responsibility 
of the utility to test the meter without charge. Want to file a formal complaint. 
........................................................................................................ 

Utility Responses: 

Customer has not been billed for water usage since 10/98. The water service 
charge of $6.83 has been bill each month but no usage. Last meter reading 
9/30/98 586, next reading 10/30/98 estimated reading 588. No more meter 
readings were recorded until 2/26/99, 631. Billed for usage of 43ccf (45-2). Meter 
reading checked 3/10/99. 
311 5 
Jim, work order being sent out today to do a meter test on Mr. Veale's 
meter. As soon as, results come back, I will let you know. 

Emma 

Contact date 311 2/99 16:54:2 Util. Representative: 


